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EXECUTIVE SUMMARY
The Level of Service report provides the Benefits and Services Committee with the necessary

information to fulfill its oversight responsibility regarding the delivery of benefits and servicesto
CalSTRS members. The following reports for the month of September 2000.

l. Overview

A.

Fiscal Year Allowance Roll: CalSTRS paid a total of 167,312 benefit recipients
$304,760,593 in September 2000. The average monthly alowance roll for FY
2000/01 is $300,917,704. Tota disbursements for FY 2000/01 are $902,753,111.

. Service Levels:  All programs are performing within acceptable variance levels.

Application Volume: An overall decrease of nine percent in comparison to the
same period last fiscal year.

Interest Payments:. The total interest payment volume for September 2000
increased 276 percent as compared to September 1999. The dollar amount of interest
paid increased 457 percent as compared to September 1999.
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CalSTRSPRODUCTION OBJECTIVES
2000-2001 FISCAL YEAR

Service Retirements

Objective

Application
Volume
Change

Basdline

Objective

Interest
Payments

Baseline

Process 100 percent of all service retirement
application payments within 30 days of the
retirement effective date or receipt of
completed application, whichever is later.

Minus 16 percent in comparison to same
period last fiscal year.

FY 1998/99 actual: 99 percent

Process 100 percent of all final service
retirement payments within 45 days of
receipt of all necessary information.
September 2000: 31 payments/$384

Current Year Cumulative:
90 payments/$876

Prior Year Monthly Average:
17 Payments/$205

FY 1998/99 actual: 98 percent

INITIAL PAYMENTS
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CalSTRSPRODUCTION OBJECTIVES
2000-2001 FISCAL YEAR

Service Retirements

Objective

Basdline

Disability

Objective

Application
Volume
Change

Baseline

Finalize 90 percent of all payments within
four months of the retirement effective date.

FY 1998/99 actual: 91 percent

Process 100 percent of all eligible
applications within 180 days of receipt.

Minus 21 percent in comparison to same
period last fiscal year.

FY 1998/99 actual: 99 percent

FINAL ADJUSTMENTS
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Disability

Objective

Basdline

Objective

Interest
Payments

Baseline

CalSTRSPRODUCTION OBJECTIVES
2000-2001 FISCAL YEAR

Process 95 percent of all approvals within 30
days of receipt of all necessary information.

FY 1998/99 actual: 100 percent

Process 100 percent of al initial payments
within ten working days following the latter
of the disability approval date, disability
effective date or receipt of all necessary
information.

September 2000: 0 payments/$0

Current Y ear Cumulative:
0 payments/$0

Prior Year Monthly Average:
O payments/$0

FY 1998/99 actual: 100 percent

100%
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92%

90%

APPROVALS
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Year to Date Average: 100%
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CalSTRSPRODUCTION OBJECTIVES

Survivor Benefits

Objective

Application
Volume
Change

Interest
Payments

Baseline

Objective

Baseline

Process 95 percent of al applications within
30 days of receipt of all necessary
information.

One percent increase in comparison to same
period last fiscal year.

September 2000: 19 payments/$855

Current Year Cumulative:
67 payments/$3,705

Prior Year Monthly Average:
34 payments/$1,039

FY 1998/99 actual: 97 percent

Complete 95 percent of al payments for
retired members within 90 days of receipt of
notification of death.

FY 1998/99 actual: 93 percent

2000-2001 FISCAL YEAR

DEATH PAYMENTS
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CalSTRSPRODUCTION OBJECTIVES
2000-2001 FISCAL YEAR

Public Service

Objective

Volume
Change

Notes

Basdline

Objective

Basdline

Answer 95 percent of al calsinlessthan
three minutes.

5.69 percent increase.

Average queue time: 56 seconds
Longest queue wait: thirteen minutes

FY 1998/99 actual: 94 percent
FY 1996/97 Objective:
75 percent/less than three minutes.

Answer 95 percent of all calls on the first
contact.

FY 1998/99 actual: 98 percent

CALL RESPONSES
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Year to Date Average: 93%
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CalSTRSPRODUCTION OBJECTIVES

Public Service

Objective

Basdline

Respond to 90 percent of al correspondence
in ten working days.

FY 1998/99 actual: 94 percent

Regional Counsdling Services

Objective

Baseline

Conduct 400 workshops

FY 1998/99 actual: 491

2000-2001 FISCAL YEAR

CORRESPONDENCE
100%
95%
90% 1 .74./.
85%
80%
July August September October
—— Actual 88% 92% 93%
—&— Objective 90% 90% 90% 90%
Year to Date Average: 91%
WORKSHOPS
500
400
300
200
100
O T T e
July August September October
—— Cumul ative 2 20 48
—o— Objective 400 400 400 400
—e— Actual 2 18 28
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CalSTRSPRODUCTION OBJECTIVES
2000-2001 FISCAL YEAR

Regional Counsdling Services
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Objective Provide 22,000 retirement interviews.
RETIREMENT INTERVIEWS
30,000
22,875
15,750 -
8,625
1,500 .g—t/_!
July August September October
—a— Cumulative 2,108 4,234 5,951
—o— Objective 22,000 22,000 22,000 22,000
—e— Actual 2,108 2,126 1,717
Baseline FY 1998/99 actual: 24,657
Objective Deliver 41 Financial Education Program to
CalSTRS members. FINANCIAL EDUCATION PROGRAM S
40
30
20 -
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0 O B8— —
July August September October
—i— Cumul ative 0 0 1
—o— Objective 41 41 41 41
—e— Actual 0 0 1
Baseline FY 1998/99 actual: 32
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CalSTRSPRODUCTION OBJECTIVES
2000-2001 FISCAL YEAR

Miscellaneous

Outstanding Survivor Benefit Cases: The Education Code requires a report to the Board on outstanding Survivor Benefit cases not
paid within six months of the notification of death. As of September 2000, there were 87 cases exceeding this threshold. In August 2000,

there were 94 cases beyond the six-month processing period, whilein July there were 138 cases exceeding the six-month threshold.
One-Year Final Compensation:  During the current fiscal year, two school districts have chosen to participate in this program.
Golden Handshake:

July — September 1999 43 districts/ 30 participants
July - September 2000 29 districts/ 86 participants

Telephone Center:
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D.

CalSTRSPRODUCTION OBJECTIVES
2000-2001 FISCAL YEAR

Telephone Center: (continued)

Total Calls Received and
Number of Calls Directed to Technicians
120,000 -
" 75,898 80,216
= 80,000 -
¢) 50,292 53,485
% 40,000 -
0 - L
Total Incoming Calls # of Calls Directedto Technician
W Jul-Aug 99/00 OJul-Aug 00/01
Total Calls Received and
Number of Calls Directed to Technicians
120,000 -
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= 80,000 -
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Total Incoming Calls # of Calls Directedto Technician
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CalSTRSPRODUCTION OBJECTIVES
2000-2001 FISCAL YEAR

% of calls answered
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